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Empirical evidence and statistical data show that the hotel industry in Malaysia faces 
high employee turnover. The hotel industry is not so fortunate in retaining its 
employees. Though they can be easily hired retention becomes the most challenging 
job faced by the hotel managers when high turnover gradually increases. There is a 
research gap in this area since most of the previous researchers focused their studies 
on employee turnover. This study focuses on employee retention strategy. On this 
note, the research framework was developed based on the Herzberg Two-Factor 
Theory and the Social Exchange Theory. The current study aims to identify whether 
factors, such as internal market orientation and employees’ organisational 
commitment have significant influence on employee retention in the Malaysian hotel 
industry. Out of the 600 personally administered questionnaires to the frontline hotel 
employees, 392 sets of questionnaires were returned and found useable, constituting 
about 65 per cent rate of return. The data was analysed using the SPSS package 
version 20. The findings indicated that all the three components of internal market 
orientation, namely internal market intelligence generation, internal market 
intelligence dissemination and responsiveness to market intelligence, have a 
significant and positive relationship with employees’ organizational commitment and 
employee retention. Employees’ organizational commitment was also found to have a 
positive and significant relationship with employees’ retention. The study also 
revealed that only affective and normative commitments serve as mediators in the 
relationship between internal market orientation and employees’ retention but failed 
to support continuance commitment as the mediator. In addition, this study also 
established internal market orientation as the hygiene factor and not as the motivation 
factor. This study concludes with a discussion on the theoretical and practical 
contributions, study limitations and suggestions for future research. 
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Bukti empirikal dan data statistik menunjukkan industri perhotelan di Malaysia 
berhadapan dengan pusing ganti pekerja yang tinggi. Hal ini membuktikan bahawa 
industri perhotelan tidak bernasib baik dalam mengekalkan pekerjanya walaupun 
mudah untuk mengupah mereka. Perkara ini jelas menunjukkan bahawa pengekalan 
pekerja menjadi cabaran besar kepada pengurus hotel apabila pusing ganti menjadi 
semakin meningkat. Oleh demikian, terdapat jurang kajian dalam bidang ini 
memandangkan kebanyakan penyelidik sebelum ini hanya memfokuskan 
penyelidikan mereka terhadap pusing ganti pekerja sahaja. Namun demikian, 
penyelidikan ini memfokuskan kepada strategi pengekalan pekerja. Dalam hal ini, 
kerangka kajian dibangunkan berasaskan kepada Teori Dua Faktor Herzberg dan 
Teori Pertukaran Sosial.  Matlamat utama kajian adalah untuk mengenal pasti sama 
ada faktor orientasi pasaran dalaman mempunyai kesan yang ssignifikan terhadap 
komitmen pekerja kepada organisasi dan pengekalan pekerja dalam industri 
perhotelan di Malaysia. Daripada 600 borang soal selidik yang diedarkan secara 
peribadi oleh penyelidik kepada pekerja barisan hadapan, sebanyak 392 telah 
dikembalikan dan boleh digunakan iaitu kira-kira 65% kadar pulangan. Data telah 
dianalisis menggunakan pakej SPSS versi 20. Hasil kajian menunjukkan bahawa 
ketiga-tiga komponen orientasi pasaran dalaman iaitu penjanaan maklumat pasaran 
dalaman, penyebaran maklumat pasaran dalaman dan tindak balas terhadap pasaran 
dalaman mempunyai hubungan yang signifikan dengan komitmen pekerja kepada 
organisasi dan pengekalan pekerja. Kajian ini juga menunjukkan komitmen pekerja 
kepada organisasi mempunyai hubungan yang signifikan dengan pengekalan pekerja, 
Hasil kajian juga menunjukkan bahawa hanya komitmen afektif dan normatif menjadi 
perantara dalam hubungan orientasi pasaran dalaman dan pengekalan pekerja, tetapi 
gagal untuk menyokong komitmen penerusan sebagai perantara dalam hubungan 
tersebut. Selain itu, kajian ini turut mengesahkan orientasi pasaran dalaman sebagai 
faktor yang bersih  dan bukan sebagai faktor motivasi. Kajian ini diakhiri dengan 
perbincangan mengenai sumbangan  kajian dalam bidang praktikal dan teori, batasaan 
kajian serta cadangan untuk kajian pada masa hadapan. 
 
Kata Kunci: orientasi pasaran dalaman, komitmen pekerja terhadap organisasi, 
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1.1 Research Background 
The services sector is an important component of the world economy with tourism 
industry has become the largest and most dynamic industry in today’s economy. The 
World Travel and Tourism Council (WTTC) 2013 reported that the global tourism 
industry contributed about nine percent to the total Gross Domestic Product (GDP) or 
about US$ 6.6 trillion in 2012. The industry also generated over 260 million jobs, 
taking  number one spot in 11 of the world’s total jobs; the forecast is 296 million 
jobs by 2019 (UWNTO, 2010). In a similar vein, this industry also contributed over 
10 percent of all new jobs created in 2012 (UWNTO, 2010), including employment in 
airlines, travel agencies, restaurant, hotels, and other passenger transportation 
services, as well as leisure industries, which are directly supported by tourists.  
 
In Malaysia, the Economic Planning Unit (2010) stated that the tourism industry is a 
developing industry, and is the key driver in the growth of the services industry. This 
industry continues to be a significant foreign exchange earner, responsible for 
strengthening the balance of payment, as well as in attracting investment and 
providing employment opportunities. According to the Business Monitor (2010), this 
industry recorded tourist arrivals of 23.6 million in year 2009, which increased to 24.6 
million in year 2010. In year 2011 and 2012, this industry recorded tourist arrivals of 
24.7 million and 25.9 million, respectively. It also reported an increase in total 
receipts from RM54 billion in 2009 to RM56.5 billion in 2010, and is expected to 
reach RM 115 billion in 2015. According to the Central Bank of Malaysia (2010), the 
The contents of 
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Thank you for participating in this study. 
1. This questionnaire concerns the relationship between internal market 
orientation, employees’ organisational commitment and employees’ retention 
in Malaysian hotel industry. 
2. All information given in this questionnaire will be kept strictly confidential. 
Your responses will be used in an aggregate form with other responses. At no 
time will your responses or your name be identified in any reports. 
3. If you have any enquiries, please contact HAMIZA JAMALUDIN at 019-
9839934 or Hamiza@uniten.edu.my 
ASSESSING INTERNAL MARKET ORIENTATION, 
EMPLOYEES’ ORGANIZATIONAL 
COMMITMENT AND EMPLOYEES’ RETENTION: 







Please indicate your extent of agreement or disagreement by circling the number in the 
appropriate column. .   
1 = strongly disagree -------------------------------> 5 = strongly agree 
 
This organization emphasizes on understanding our needs. 1     2     3     4     5 
My supervisor sees that we all meet regularly so that we have the 
chance to say what we expect from this organization. 
1     2     3     4     5 
At least one per year we fill in questionnaires regarding our needs and 
want from this organization. 
1     2     3     4     5 
Our management seeks to find out what competitors do to keep their 
employees satisfied. 
1     2     3     4     5 
Assessing our job satisfaction is an important task for our supervisor. 1     2     3     4     5 
This organisation is informed about legal development in the labor 
market. 
1     2     3     4     5 
This organisation is aware of employment rates in our industry 1     2     3     4     5 
This organisation is informed about new jobs created in other industries 
that could attract employees from this firm. 
1     2     3     4     5 
This organisation is systematically analysing the working conditions of 
employees working in competition 
1     2     3     4     5 
In this organisation employees are identified in groups based on our 
individual characteristics and needs. 
1     2     3     4     5 
Before any policy change is introduced our individual characteristics 
have always been considered in advance. 
1     2     3     4     5 
All employees are treated exactly the same way. Individual needs are 
ignored (R). 
1     2     3     4     5 
Our individual needs are systematically assessed in this organisation. 1     2     3     4     5 
Every important decision regarding human-resource policies is always 
adapted according to our individual needs. 
1     2     3     4     5 
Specific human-resource policies are always considered for specific 
groups of employees with a common set of needs. 
1     2     3     4     5 
No action is ever taken unless its impact on specific group of employees 
with common needs is evaluated. 
1     2     3     4     5 
The human-resource related policies apply to everyone. Individual 
needs are never considered (R). 
1     2     3     4     5 
Before any policy change, my supervisor informs me phase-to-phase in 
advance. 
1     2     3     4     5 
My supervisor is sincerely listening about the problems I they doing my 
job. 
1     2     3     4     5 
My supervisor is sincerely concerned about personal problem I have 
that may affect my performance. 
1     2     3     4     5 
My supervisor is never too busy to talk with me when I need him/ her. 1     2     3     4     5 
My supervisor spends time informing me about my tasks, my objectives 
and to reach an agreement with me. 
1     2     3     4     5 
The supervisors in this organisation meet regularly to discuss 
subordinates’ problems and listen to what the other supervisors have to 
say. 
1     2     3     4     5 




If an employee in this company is faced with a serious problem, the 
managers from other departments will become aware of it in on-time. 
1     2     3     4     5 
This company encourages our managers to meet and discuss among 
them issues concerning their subordinates. 
1     2     3     4     5 
In many occasions, the solution to a problem I had came from a 
manager from a different department, not from my direct manager. 
1     2     3     4     5 
My job description allows me to satisfy my personal needs and goals 
through my work. 
1     2     3     4     5 
Nothing has ever been assigned to me unless my supervisor and I had 
agreed that I could really do it. 
1     2     3     4     5 
The tasks I am assigned will help me to advance my career with this 
company. 
1     2     3     4     5 
My supervisor is expected to justify my job description and the tasks I 
am assigned with more senior’s levels of management. 
1     2     3     4     5 
When I do something extraordinary I know that I will receive some 
financial bonus/reward. 
1     2     3     4     5 
My income and the annual increases are dependent only to the Union’s 
bargaining with the employers side (R). 
1     2     3     4     5 
My income and annual increases are very closely tied to my 
qualifications and my performance. 
1     2     3     4     5 
Everyone gets an annual bonus regardless of their performance (R). 1     2     3     4     5 
My income and the annual increases are much related to those of people 
with similar qualifications working in this company or any other 
industry. 
1     2     3     4     5 
The senior management of this company is really indifferent for our 
problems (R). 
1     2     3     4     5 
Nothing too expensive for our Senior Management if this would satisfy 
needs of specific groups of employees. 
1     2     3     4     5 
The Senior management is really considering about our individual 
needs and makes policies that reflect it. 
1     2     3     4     5 
The Senior Management is resolved to solving our problems and giving 
us all required support necessary for our job. 
1     2     3     4     5 
In this organisation, training is closely related to the individual needs of 
each employee. 
1     2     3     4     5 
A newly hired employee will have to find his/her own answers to the 
requirements of the jobs (R). 
1     2     3     4     5 
Before the implementation of a major change in service rules, we 
always gets significant training regarding its impact on our daily 
activities and job description. 
1     2     3     4     5 
If one is moved from one department to another, the new supervisor 
will personally train him/her for a pre-specified period of time. 















Please indicate your extent of agreement or disagreement by circling the number in the 
appropriate column. .   
1 = strongly disagree -------------------------------> 5 = strongly agree 
 
I would be very happy to spend the rest of my career with this 
organisation. 
1     2     3     4     5 
I enjoy discussing my organisation with the outsider.  1     2     3     4     5 
I really feel as if this hotel’s problems are my own. 1     2     3     4     5 
I think that I could easily become as attached to another organisation 
as I am to this organisation (R). 
1     2     3     4     5 
I do not feel like part of the family’ at this organisation (R). 1     2     3     4     5 
I do not feel “emotionally attached” to this organisation (R). 1     2     3     4     5 
This organisation has a great deal of personal meaning for me. 1     2     3     4     5 
I do not feel strong sense of belonging to my organisation (R). 1     2     3     4     5 
I am not afraid of what might happen if I quit my job without having 
another one lined-up (R). 
1     2     3     4     5 
It would be very hard for me to leave this hotel right now, even if I 
wanted to. 
1     2     3     4     5 
Too much in my life would be disrupted if I decide I wanted to leave 
this organisation now. 
1     2     3     4     5 
It wouldn’t be too costly for me to leave this organisation now (R). 1     2     3     4     5 
Right now, staying with this organisation is matter of necessity as 
much as desire. 
1     2     3     4     5 
I feel that I have too few options to consider leaving this organisation. 1     2     3     4     5 
One of the few serious consequences of leaving this organisation 
would be the scarcity of available alternatives. 
1     2     3     4     5 
One of the major reasons I continue to work for this organisation is 
that leaving would require considerable personal scarifies - another 
hotel organisation may not match the overall benefits I have here. 
1     2     3     4     5 
I think that people these days move from company to company too 
often. 
1     2     3     4     5 
I do not believe that a person must always be loyal to his or her 
organization (R). 
1     2     3     4     5 
Jumping from organization to organization seem at all unethical to me 
(R). 
1     2     3     4     5 
One of the major reasons I continue to work for this organization is 
that I believe that loyalty is important and therefore feel a sense of 
moral obligation to remain. 
1     2     3     4     5 
If I got another offer for a better job elsewhere I would not feel it was 
right to leave my organization 
 




I was taught to believe in the value of remaining loyal to one 
organization (R). 
1     2     3     4     5 
Things were better in the days when people stayed with one 
organization for most of their careers. 
1     2     3     4     5 
I do not think that wanting to be a “company man” or “company 
women” is sensible anymore (R). 







Please indicate your extent of agreement or disagreement by circling the number in the 
appropriate column. .   
1 = strongly disagree -------------------------------> 5 = strongly agree 
 
I’m planning on working for another organisation within a period of 
three years. 
1     2     3     4     5 
Within this organisation my work gives me satisfaction. 1     2     3     4     5 
If I wanted to do another job or function, I would look first at the 
possibilities within this organisation. 
1     2     3     4     5 
I see a future for myself within this company. 1     2     3     4     5 
It doesn’t matter if I’m working for this organisation or another, as long I 
have work. 
1     2     3     4     5 
If it were up to me, I will definitely be working for this organisation for 
the next five years. 
1     2     3     4     5 
If I could start over again, I would choose to work for another 
organisation. 
1     2     3     4     5 
If I received an attractive job offer from another organisation, I would 
take the job. 
1     2     3     4     5 
The work I’m doing is very important to me. 1     2     3     4     5 
I love working for this organisation. 1     2     3     4     5 
I have checked out a job in another organisation previously. 1     2     3     4     5 





Please tick your answer on the following questions. 
 
1. Department     Front Desk 
House keeper 





       Others (Please Specify)…………
     
2. Education Level    SRP/ PMR 
SPM 
       STPM 
                                                                                            Diploma 
                                                                                            First Degree 
                                                                                            Master 
                                                                                            Others (Please specify)………. 
 
 






Section 4: Demographic 
243 
 
4. Age      30 years and below 
      31 – 40 years 
       41 – 50 years 
51 years and above 
 
5. Nationality     Citizen 
Non-Citizen 
 
6. Years of Service    Less than 5 years 
      5 – 10 years 
11 – 20 years 















Borang Soal Selidik 
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Terima kasih atas kesudian tuan/puan mengambil bahagian di dalam kajian ini. 
1.  Soal selidik ini adalah mengenai perhubungan antara orientasi pemasaran 
dalaman, komitmen pekerja terhadap organisasi dan pengekalan pekerja di 
dalam industri perhotelan di Malaysia. 
2. Kesemua maklumat yang diberikan di dalam soal selidik ini adalah digunakan 
untuk tujuan ini dan pengembangan ilmu semata-mata. Semua maklumat ini 
dianggap sulit dan semua butiran kajian ini akan disimpan tanpa didedahkan 
kepada mana-mana laporan. 
3. Jika tuan/puan mempunyai sebarang kemusykilan, sila hubungi saya 
HAMIZA JAMALUDIN  di talian 019-9839934 atau emailkan kepada 
Hamiza@uniten.edu.my.  
MENILAI ORIENTASI PEMASARAN 
DALAMAN,KOMITMENT PEKERJA TERHADAP 
ORGANISASI DAN PENGEKALAN PEKERJA: 







Sila nyatakan pandangan anda terhadap soalan-soalan di bawah dengan membulatkan 
jawapan anda di dalam ruangan yang disediakan. 
1 = Sangat tidak bersetuju -------------------------------> 5 = Sangat bersetuju 
 
Organisasi ini menitikberatkan pemahaman tentang keperluan kami. 1     2     3     4     5 
Penyelia saya memastikan yang kami akan sentiasa bertemu bagi 
memberi peluang kepada kami untuk menyatakan apa yang kami 
harapkan dari organisasi ini. 
1     2     3     4     5 
Sekurang-kurangnya sekali dalam setahun kami akan menjawab soal 
selidik mengenai keperluan dan kehendak kami daripada organisasi ini 
1     2     3     4     5 
Pihak pengurusan kami mengambil tahu bagaimana pesaing mereka 
memastikan kepuasan pekerja. 
1     2     3     4     5 
Menilai kepuasan kami terhadap pekerjaan kami adalah penting bagi 
penyelia kami. 
1     2     3     4     5 
Pihak organisasi memberi maklum tentang perkembangan perundangan 
di dalam pasaran buruh 
1     2     3     4     5 
Organisasi ini maklum mengenai peluang pekerjaan yang ditawarkan di 
dalam industri lain yang boleh menarik minat pekerja daripada 
organisasi ini. 
1     2     3     4     5 
Organisasi ini sedia-maklum mengenai kadar guna tenaga di dalam 
industri kami. 
1     2     3     4     5 
Organisasi ini secara sistematik menganalisa keadaan pekerja yang 
bekerja dalam keadaan bersaing 
1     2     3     4     5 
Di dalam organisasi ini, pekerja dikenalpasti mengikut kumpulan 
berdasarkan ciri-ciri dan keperluan individu 
1     2     3     4     5 
Ciri-ciri individu pekerja sentiasa dipertimbangkan terlebih dahulu, 
sebelum mana-mana perubahan polisi diperkenalkan. 
1     2     3     4     5 
Semua pekerja dilayan sama rata. Keperluan individu diabaikan (R). 1     2     3     4     5 
Keperluan individu kami dinilai secara sistematik dalam organisasi ini. 1     2     3     4     5 
Setiap keputusan penting yang berkaitan dengan polisi sumber manusia 
sentiasa dibuat berdasarkam keperluan individu 
1     2     3     4     5 
Polisi sumber manusia yang khusus seringkali dipertimbangkan untuk 
kumpulan pekerja tertentu yang mempunyai keperluan yang sama.  
1     2     3     4     5 
Tidak ada tindakan yang diambil kecuali ia member kesan ke atas 
kumpulan pekerja yang tertentu yang mempunyai keperluan yang sama 
telah dikaji 
1     2     3     4     5 
Polisi yang berkaitan dengan sumber manusia adalah digunapakai 
kepada semua pekerja. Keperluan inidividu tidak pernah pertimbangan 
(R). 
1     2     3     4     5 
Sebelum perubahan pada mana-mana polisi dilakukan, penyelia saya 
akan memaklumkan terlebih dahulu perubahan tersebut dari satu fasa 
kepada satu fasa yang lain. 
1     2     3     4     5 
Penyelia saya dengan jujur mendengar masalah berkaitan tugas yang 
saya lakukan. 
1     2     3     4     5 
Penyelia saya dengan jujur mengambil berat terhadap masalah peribadi 
saya yang mungkin akan menggangu prestasi saya 
1     2     3     4     5 
Bahagian 1: Orientasi Pasaran Dalaman 
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Penyelia saya sentiasa meluangkan masa untuk berbincang dengan saya 
bila saya memerlukan beliau. 
1     2     3     4     5 
Penyelia saya meluangkan masa memaklumkan saya berkenaan tugas 
dan objektif saya bagi mencapai kata sepakat dengan saya. 
1     2     3     4     5 
Para penyelia di organisasi ini sering bertemu untuk membincangkan 
masalah-masalah pekerja bawahan dan mendengar pandangan daripada 
kalangan mereka. 
1     2     3     4     5 
Jika seseorang pekerja dalam organisasi ini berhadapan dengan satu 
masalah yang serius, pengurus dari jabatan lain akan mengetahuinya 
pada masa yang sama/singkat. 
1     2     3     4     5 
Organisasi ini menggalakkan para pengurus untuk membincangkan isu-
isu berkaitan dengan pekerja mereka. 
1     2     3     4     5 
Dalam banyak keadaan, penyelesaian kepada sesuatu masalah yang 
saya hadapi datangnya daripada pengurus daripada jabatan yang lain, 
tidak dari pengurus saya 
1     2     3     4     5 
Keterangan tugas yang diberikan membenarkan saya untuk berpuas hati 
dengan keperluan dan matlamat peribadi saya melalui kerja yang saya 
lakukan. 
1     2     3     4     5 
Tiada apa tugasan yang diberikan kepada saya kecuali setelah saya dan 
penyelia saya bersetuju bahawa saya mampu melaksanakanya 
1     2     3     4     5 
Tugas yang di pertanggungjawabkan kepada saya akan membantu saya 
dalam memajukan karier saya di organisasi ini. 
1     2     3     4     5 
Penyelia saya disarankan untuk mengenalpasti kerja dan keterangan 
tugas yang telah diberikan kepada saya dengan penglibatan lebih ramai 
pihak pengurusan atasan. 
1     2     3     4     5 
Saya sedia maklum bahawa saya akan memperolehi ganjaran tambahan 
dalam bentuk kewangan bilamana saya melakukan sesuatu yang 
istimewa / luar biasa. 
1     2     3     4     5 
Pendapatan dan kenaikan tahunan saya adalah bergantung kepada 
perundingan pihak kesatuan sekerja dengan pihak majikan (R). 
1     2     3     4     5 
Pendapatan dan kenaikan tahunan saya adalah berkait rapat dengan 
kelayakan dan prestasi saya. 
1     2     3     4     5 
Setiap pekerja menikmati bonus tahunan tanpa bergantung kepada 
prestasi mereka (R). 
1     2     3     4     5 
Pendapatan dan kenaikan tahunan saya adalah berkait rapat  dengan 
mereka yang mempunyai kelayakan yang serupa di organisasi ini atau 
industri yang lain. 
1     2     3     4     5 
Pihak pengurusan atasan organisasi ini tidak prihatin terhadap masalah 
kami (R). 
1     2     3     4     5 
Tiada apa yang terlalu berharga kepada pihak pengurusan atasan 
sekiranya keprihatinan ini akan memberi kepuasan kepada kumpulan 
pekerja yang tertentu 
1     2     3     4     5 
Pihak pengurusan atasan sangat prihatin berkenaan keperluan individu 
kami dan memperkenalkan polisi berdasarkan keperluan ini 
1     2     3     4     5 
Pihak Pengurusan Atasan bertekad (bersetuju) untuk menyelesaikan 
masalah kami dan memberi sokongan untuk kerja kami 
1     2     3     4     5 
Di dalam organisasi ini, latihan adalah berkait rapat dengan keperluan 
individu setiap pekerja. 
1     2     3     4     5 
Pekerja yang baru dilantik perlu mencari jawapan sendiri kepada 
keperluan dalam pekerjaan (R). 
1     2     3     4     5 
Sebelum perubahan besar dilaksanakan berkenaan peraturan 
perkhidmatan, kami sentiasa diberikan latihan berkenaan 
keberkesananya ke atas aktiviti-aktiviti harian dan keterangan tugas. 
1     2     3     4     5 
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Jika seseorang berpindah dari satu jabatan ke jabatan yang lain, 
penyelia baru sendiri akan melatih beliau secara personal untuk 
jangkamasa yang telah ditentukan.  

















Sila nyatakan pandangan anda terhadap soalan-soalan di bawah dengan membulatkan 
jawapan anda di dalam ruangan yang disediakan.   
 
1 = Sangat tidak bersetuju -------------------------------> 5 = sangat bersetuju 
 
Saya sangat gembira untuk menghabiskan kerjaya saya di organisasi ini 1     2     3     4     5 
Saya gembira membincangkan berkenaan organisasi ini dengan pihak 
luar. 
1     2     3     4     5 
Saya merasakan masalah organisasi ini adalah juga masalah saya. 1     2     3     4     5 
Saya fikir ianya mudah bagi saya untuk berkerja dengan organisasi lain 
sebagaimana saya berkerja di hotel ini (R). 
1     2     3     4     5 
Saya tidak berasa seperti sebahagian daripada organisasi ini (R). 1     2     3     4     5 
Saya tidak rasa terikat secara emosi kepada organisasi ini (R). 1     2     3     4     5 
Organisasi ini mempunyai makna yang tersendiri kepada saya. 1     2     3     4     5 
Saya tidak mempunyai perasaan yang mendalam terhadap organisasi ini 
(R). 
1     2     3     4     5 
Saya tidak amat bimbang tentang apa yang mungkin berlaku jika saya 
berhenti dari organisasi ini tanpa mempunyai pekerjaan yang lain (R). 
1     2     3     4     5 
Adalah sangat sukar bagi saya untuk meninggalkan organisasi ini 
walaupun sekiranya saya mengkehendakinya. 
1     2     3     4     5 
Terlalu banyak perkara dalam hidup saya yang akan terganggu , jika 
saya mengambil keputusan untuk meninggalkan organisasi ini sekarang. 
1     2     3     4     5 
Ianya tidak merugikan untuk saya meninggalkan organisasi ini sekarang 
(R). 
1     2     3     4     5 
Buat masa sekarang, bersama dengan organisasi ini adalah satu 
keperluan disamping sesuatu yang saya inginkan. 
1     2     3     4     5 
Saya merasakan yang saya mempunyai terlalu sedikit pilihan untuk 
dipertimbangkan untuk meninggalkan organisasi ini. 
1     2     3     4     5 
Salah satu kesan buruk apabila meninggalkan organisasi ini adalah 
bilamana terdapat terlalu sedikit pilihan yang ada diluar sana. 
1     2     3     4     5 
Salah satu sebab saya terus bekerja di organisasi ini adalah kerana 
meninggalkan hotel ini akan memerlukan pengorbanan individu yang 
besar - organisasi lain mungkin tidak dapat menandingi manfaat 
keseluruhan yang saya miliki sekarang ini. 
1     2     3     4     5 
Saya berpendapat pekerja-pekerja sekarang terlalu kerap berpindah dari 
satu organisasi ke organisasi yang lain. 
1     2     3     4     5 
Saya tidak percaya pekerja mesti sentiasa setia kepada organisasi 
mereka (R). 
1     2     3     4     5 
Bertukar dari satu organisasi ke satu organisasi adalah tidak kelihatan 
seperti tidak beretika kepada saya (R). 
1     2     3     4     5 
Salah satu factor penting yang menyebabkan saya terus bekerja di 
organisasi ini adalah kerana saya percaya kesetiaan adalah amat penting 
dan merasakan adalah tanggungjawab saya untuk terus setia. 
1     2     3     4     5 
Bahagian 2: Komitmen Pekerja Terhadap Organisasi 
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Sekiranya saya mendapat tawaran kerja yang lebih baik di tempat lain, 
saya merasakan ianya tidak patut untuk saya meninggalkan organisasi 
ini. 
1     2     3     4     5 
Saya diajar untuk percaya pada nilai kesetiaan kepada sesebuah 
organisasi. 
1     2     3     4     5 
Keadaan menjadi lebih baik pada masa dahulu apabila pekerja hanya 
bekerja untuk satu organisasi sepanjang kerjayanya. 
1     2     3     4     5 
Saya tidak fakir menjadi “company man” atau “company women” 
adalah sesuatu yang rasional(R). 






Sila nyatakan pandangan anda terhadap soalan-soalan di bawah dengan membulatkan 
jawapan anda di dalam ruangan yang disediakan.   
 
1 = Sangat tidak bersetuju -------------------------------> 5 = sangat bersetuju 
 
Saya bercadang untuk bekerja dengan organisasi lain dalam tempoh 
masa tiga tahun. 
1     2     3     4     5 
Bekerja dengan organisasi ini memberi saya kepuasan. 1     2     3     4     5 
Sekiranya saya ingin melakukan kerja atau fungsi yang lain, saya akan 
mencari peluang di dalam organisasi ini terlebih dahulu. 
1     2     3     4     5 
Saya melihat(nampak)  masa depan saya bersama organisasi ini. 1     2     3     4     5 
Saya tidak peduli samada saya bekerja di organisasi ini atau organisasi 
yang lain, asalkan saya mempunyai pekerjaan. 
1     2     3     4     5 
Tidak menjadi masalah samada saya bekerja di organisasi ini atau 
organisasi yang lain, asalkan saya mempunyai pekerjaan.  
1     2     3     4     5 
Jika saya boleh bermula semula, saya akan memilih untuk bekerja 
dengan organisasi lain. 
1     2     3     4     5 
Sekiranya saya mendapat tawaran kerja yang lebih baik daripada 
organisasi lain, saya akan menerima kerja tersebut. 
1     2     3     4     5 
Pekerjaan yang saya lakukan ini adalah sangat penting kepada saya. 1     2     3     4     5 
Saya suka untuk bekerja dengan organisasi ini. 1     2     3     4     5 
Saya telah mencari peluang pekerjaan di organisasi yang lain sebelum 
ini. 
 
1     2     3     4     5 
 





Sila tandakan jawapan anda untuk soalan berikut. 
 






Makanan dan minuman 
       Lain-lain (Sila nyatakan……….)
     
2. Tahap pendidikan    SRP/ PMR 
SPM 
       STPM 
                                                                                            Diploma 
                                                                                            Ijazah pertama 
                                                                                            Ijazah Sarjana 
                                                                                            Lain-lain (nyatakan)…………… 
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4. Umur      30 tahun dan ke bawah 
      31 – 40 tahun 
       41 – 50 tahun 
51 tahun dan ke atas 
 
5. Warganegara     Warganegara 
Bukan warganegara 
 
6. Jumlah tahun berkhidmat   Kurang dari 5 tahun 
      5 – 10 tahun 
11 – 20 tahun 








Reliability Analysis of Pilot Study 
i. Internal Market Intelligence Generation (IMIG) 
 
Case Processing Summary 
 N % 
Cases 
Valid 40 100.0 
Excluded
a
 0 .0 
Total 40 100.0 








Alpha Based on 
Standardized 
Items 
N of Items 




 Mean Std. Deviation N 
IMO1 3.40 .928 40 
IMO2 3.53 .933 40 
IMO3 3.48 1.281 40 
IMO4 3.45 1.085 40 
IMO5 3.43 1.107 40 
IMO6 3.70 1.091 40 
IMO7 3.68 .917 40 
IMO8 3.58 1.035 40 
IMO9 3.30 .911 40 
IMO10 3.13 .939 40 
IMO11 3.48 .905 40 
IMO12 2.83 1.059 40 
IMO13 3.25 1.104 40 
IMO14 3.48 .960 40 
IMO15 3.33 .888 40 
IMO16 3.28 .960 40 






















Alpha if Item 
Deleted 
IIMO1 54.18 76.199 .694 .790 .834 
IMO2 54.05 75.485 .737 .836 .832 
IMO3 54.10 71.169 .717 .906 .829 
IMO4 54.13 79.548 .392 .661 .848 
IMO5 54.15 73.823 .697 .693 .832 
IMO6 53.88 74.522 .669 .882 .834 
IMO7 53.90 76.400 .690 .788 .834 
IMO8 54.00 76.872 .571 .738 .839 
IMO9 54.28 79.640 .481 .540 .844 
IMO10 54.45 79.844 .452 .835 .845 
IMO11 54.10 81.426 .371 .632 .849 
IMO12 54.75 101.987 -.692 .771 .896 
IMO13 54.33 76.225 .564 .824 .839 
IMO14 54.10 77.785 .566 .726 .840 
IMO15 54.25 77.526 .638 .743 .837 
IMO16 54.30 80.062 .426 .614 .846 




Mean Variance Std. Deviation N of Items 
57.58 88.302 9.397 17 
 
ii. Intelligence Market Intelligence Dissemination (IMID) 
 
Case Processing Summary 
 N % 
Cases 
Valid 40 100.0 
Excluded
a
 0 .0 
Total 40 100.0 








Alpha Based on 
Standardized 
Items 
N of Items 






 Mean Std. Deviation N 
IMO18 3.80 1.043 40 
IMO19 3.50 .934 40 
IMO20 3.60 1.081 40 
IMO21 3.55 1.061 40 
IMO22 3.48 1.176 40 
IMO23 3.65 1.099 40 
IMO24 3.78 1.050 40 
IMO25 3.38 1.079 40 




 Scale Mean if 
Item Deleted 
Scale Variance 








Alpha if Item 
Deleted 
IMO18 27.90 23.631 .537 .372 .679 
IMO19 28.20 25.292 .426 .542 .700 
IIMO20 28.10 22.605 .621 .600 .662 
IMO21 28.15 22.592 .639 .779 .660 
IMO22 28.22 21.358 .683 .789 .646 
IMO23 28.05 23.331 .530 .616 .679 
IMO24 27.93 26.276 .259 .357 .727 
IMO25 28.33 23.763 .498 .501 .685 
IMO26 28.72 32.974 -.305 .434 .827 
 
Scale Statistics 
Mean Variance Std. Deviation N of Items 
31.70 30.164 5.492 9 
 
iii. Responsiveness to Intelligence (RTI) 
Case Processing Summary 
 N % 
Cases 
Valid 40 100.0 
Excluded
a
 0 .0 
Total 40 100.0 








Alpha Based on 
Standardized 
Items 
N of Items 






 Mean Std. Deviation N 
IMO27 3.45 1.176 40 
IMO28 3.20 1.137 40 
IMO29 3.73 1.086 40 
IMO30 3.40 .928 40 
IMO31 3.23 1.330 40 
IMO32 3.20 1.224 40 
IMO33 3.55 1.260 40 
IMO34 3.23 1.405 40 
IMO35 2.98 1.165 40 
IMO36 3.30 .966 40 
IMO37 3.15 1.051 40 
IMO38 3.48 .933 40 
IMO39 3.33 1.023 40 
IMO40 3.88 1.223 40 
IMO41 3.35 1.312 40 
IMO42 3.48 1.240 40 
IMO43 3.45 1.197 40 
 
Item-Total Statistics 











Alpha if Item 
Deleted 
IMO27 53.90 75.374 .690 .844 .760 
IMO28 54.15 85.054 .215 .694 .794 
IMO29 53.63 85.010 .233 .775 .792 
IMO30 53.95 82.305 .456 .643 .779 
IMO31 54.13 74.779 .622 .716 .763 
IMO32 54.15 91.105 -.075 .612 .814 
IMO33 53.80 79.959 .413 .432 .780 
IMO34 54.13 84.984 .150 .724 .802 
IMO35 54.38 87.112 .109 .747 .801 
IMO36 54.05 84.921 .281 .722 .789 
IMO37 54.20 87.344 .122 .729 .799 
IMO38 53.88 82.574 .436 .794 .780 
IMO39 54.03 81.153 .470 .769 .778 
IMO40 53.48 73.487 .756 .796 .754 
IMO41 54.00 81.538 .320 .808 .788 
IMO42 53.88 74.676 .683 .746 .759 
IMO43 53.90 74.400 .727 .830 .757 
 
Scale Statistics 
Mean Variance Std. Deviation N of Items 
57.35 90.849 9.531 17 
 
iv. Affective Commitment (AFC) 
 
Case Processing Summary 
 N % 
Cases 
Valid 40 100.0 
Excluded
a
 0 .0 
Total 40 100.0 
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Alpha Based on 
Standardized 
Items 
N of Items 




 Mean Std. Deviation N 
EOC1 3.43 .984 40 
EOC2 3.28 .987 40 
EOC3 3.50 .987 40 
EOC4 3.33 1.118 40 
EOC5 3.50 .934 40 
EOC6 2.98 1.165 40 
EOC7 3.45 1.061 40 

















Alpha if Item 
Deleted 
EOC1 23.20 24.728 .428 .382 .804 
EOC2 23.35 24.951 .401 .274 .808 
EOC3 23.13 22.933 .632 .647 .776 
EOC4 23.30 23.087 .516 .349 .793 
EOC5 23.13 23.907 .559 .389 .787 
EOC6 23.65 22.797 .514 .571 .794 
EOC7 23.18 22.558 .615 .632 .778 






Mean Variance Std. Deviation N of Items 
26.63 29.881 5.466 8 
 
v. Normative Commitment (NC) 
Case Processing Summary 
 N % 
Cases 
Valid 40 100.0 
Excluded
a
 0 .0 
Total 40 100.0 
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Alpha Based on 
Standardized 
Items 
N of Items 




 Mean Std. Deviation N 
EOC9 3.35 1.272 40 
EOC10 3.40 1.194 40 
EOC11 3.50 1.340 40 
EOC12 3.70 1.114 40 
EOC13 3.40 1.008 40 
EOC14 3.40 1.081 40 
EOC15 3.48 1.012 40 




 Scale Mean if 
Item Deleted 
Scale Variance 








Alpha if Item 
Deleted 
EOC9 24.25 36.603 .338 .405 .882 
EOC10 24.20 33.344 .628 .546 .847 
EOC11 24.10 30.605 .744 .629 .833 
EOC12 23.90 32.195 .790 .690 .829 
EOC13 24.20 36.421 .492 .318 .861 
EOC14 24.20 33.446 .704 .643 .839 
EOC15 24.12 35.753 .549 .681 .856 
EOC16 24.22 32.743 .731 .696 .836 
 
Scale Statistics 
Mean Variance Std. Deviation N of Items 
27.60 43.426 6.590 8 
 
vi. Continuance Commitment (CC) 
 
Case Processing Summary 
 N % 
Cases 
Valid 40 100.0 
Excluded
a
 0 .0 
Total 40 100.0 










Alpha Based on 
Standardized 
Items 
N of Items 
.771 .777 8 
 
Item Statistics 
 Mean Std. Deviation N 
EOC17 3.68 1.071 40 
EOC18 3.38 1.055 40 
EOC19 2.88 1.137 40 
EOC20 3.40 1.081 40 
EOC21 3.40 1.033 40 
EOC22 2.95 1.108 40 
EOC23 3.35 1.075 40 
EOC24 2.75 1.316 40 
 
Item-Total Statistics 












Alpha if Item 
Deleted 
EOC17 22.10 27.990 .114 .220 .802 
EOC18 22.40 24.144 .500 .503 .742 
EOC19 22.90 25.374 .329 .375 .771 
EOC20 22.38 22.907 .614 .613 .722 
EOC21 22.38 22.856 .660 .729 .716 
EOC22 22.83 23.020 .582 .695 .727 
EOC23 22.43 21.994 .722 .619 .703 
EOC24 23.03 24.230 .345 .496 .773 
 
Scale Statistics 
Mean Variance Std. Deviation N of Items 
25.78 30.435 5.517 8 
 
vii. Employees’ Retention (ER) 
 
Case Processing Summary 
 N % 
Cases 
Valid 40 100.0 
Excluded
a
 0 .0 
Total 40 100.0 










Alpha Based on 
Standardized 
Items 
N of Items 




 Mean Std. Deviation N 
RET1 3.28 1.109 40 
RET2 3.25 1.104 40 
RET3 3.05 1.061 40 
RET4 3.03 .891 40 
RET5 3.03 1.209 40 
RET6 3.43 1.259 40 
RET7 3.13 1.324 40 
RET8 3.58 1.152 40 
RET9 3.68 .888 40 
RET10 3.53 1.012 40 




 Scale Mean if 
Item Deleted 
Scale Variance 








Alpha if Item 
Deleted 
RET1 32.83 36.046 .496 .563 .713 
RET2 32.85 37.310 .397 .584 .727 
RET3 33.05 37.177 .432 .751 .722 
RET4 33.08 39.558 .315 .533 .737 
RET5 33.08 37.507 .332 .517 .736 
RET6 32.68 35.866 .427 .501 .722 
RET7 32.98 38.589 .215 .531 .755 
RET8 32.53 36.153 .462 .509 .718 
RET9 32.43 37.174 .547 .506 .712 
RE10 32.58 36.507 .519 .721 .712 
RET11 32.95 37.228 .294 .412 .744 
 
Scale Statistics 
Mean Variance Std. Deviation N of Items 






Test for Non-response Bias 
Group Statistics 
 group N Mean Std. Deviation Std. Error Mean 
IMO 0 350 3.3959 .40984 .02191 
1 42 3.4126 .31895 .04921 
 
Independent Samples Test 
 
Levene's Test 
for Equality of 
Variances t-test for Equality of Means 


































 Frequency Percent Valid Percent Cumulative 
Percent 
Valid 
Front desk 103 26.3 26.3 26.3 
House Keeping 75 19.1 19.1 45.4 
general manager 9 2.3 2.3 47.7 
concierge 19 4.8 4.8 52.6 
security 26 6.6 6.6 59.2 
maintanance 79 20.2 20.2 79.3 
F & B 38 9.7 9.7 89.0 
others 43 11.0 11.0 100.0 
Total 392 100.0 100.0  
 





 Frequency Percent Valid Percent Cumulative 
Percent 
Valid 
SRP 21 5.4 5.4 5.4 
SPM 194 49.5 49.5 54.8 
STPM 28 7.1 7.1 62.0 
Diploma 121 30.9 30.9 92.9 
First Degree 17 4.3 4.3 97.2 
Others 11 2.8 2.8 100.0 








 Frequency Percent Valid Percent Cumulative 
Percent 
Valid 
Male 239 61.0 61.0 61.0 
Female 153 39.0 39.0 100.0 
Total 392 100.0 100.0  
 
 






 Frequency Percent Valid Percent Cumulative 
Percent 
Valid 
30 years and below 203 51.8 51.8 51.8 
31 to 40 years 134 34.2 34.2 86.0 
41 years to 50 years 45 11.5 11.5 97.4 
51 years and above 10 2.6 2.6 100.0 
Total 392 100.0 100.0  
 




 Frequency Percent Valid Percent Cumulative 
Percent 
Valid 
malaysian 376 95.9 95.9 95.9 
non-malaysian 16 4.1 4.1 100.0 
Total 392 100.0 100.0  
 






Year of Service 
 Frequency Percent Valid Percent Cumulative 
Percent 
Valid 
less than 5 years 218 55.6 55.6 55.6 
5 to 10 years 137 34.9 34.9 90.6 
11 years to 20 years 34 8.7 8.7 99.2 
21 years and above 3 .8 .8 100.0 
Total 392 100.0 100.0  
 
   






Factor Analysis of Internal Market Orientation (IMO) 
 
 
KMO and Bartlett's Test 
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .896 
Bartlett's Test of Sphericity 





Total Variance Explained 
Component Initial Eigenvalues Extraction Sums of Squared 
Loadings 
Rotation Sums of Squared 
Loadings 












1 12.056 28.038 28.038 12.056 28.038 28.038 7.726 17.967 17.967 
2 3.902 9.076 37.114 3.902 9.076 37.114 6.212 14.446 32.413 
3 2.048 4.763 41.876 2.048 4.763 41.876 4.069 9.463 41.876 
4 1.849 4.301 46.177       
5 1.650 3.837 50.014       
6 1.413 3.285 53.300       
7 1.284 2.987 56.287       
8 1.224 2.847 59.134       
9 1.063 2.471 61.605       
10 .995 2.315 63.920       
11 .873 2.030 65.950       
12 .839 1.951 67.900       
13 .816 1.899 69.799       
14 .795 1.850 71.649       
15 .730 1.698 73.347       
16 .714 1.661 75.008       
17 .661 1.538 76.546       
18 .632 1.469 78.015       
19 .598 1.391 79.406       
20 .580 1.349 80.755       
21 .573 1.333 82.087       
22 .547 1.271 83.359       
23 .531 1.235 84.593       
24 .509 1.184 85.778       
25 .469 1.092 86.869       
26 .454 1.057 87.926       
27 .432 1.005 88.931       
28 .415 .964 89.895       
29 .399 .928 90.823       
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30 .381 .885 91.708       
31 .376 .875 92.583       
32 .367 .853 93.436       
33 .350 .815 94.250       
34 .328 .762 95.012       
35 .311 .724 95.736       
36 .288 .669 96.406       
37 .277 .644 97.050       
38 .269 .625 97.675       
39 .241 .561 98.236       
40 .231 .537 98.773       
41 .196 .455 99.228       
42 .192 .447 99.675       
43 .140 .325 100.000       









1 2 3 
IMO43 .742   
IMO31 .725   
IMO42 .697   
IMO3 .663   
IMO12 -.616   
IMO40 .612   
IMO14 .578   
IMO39 .573   
IMO33  .568   
IMO15 .557   
IMO23  .536   
IMO11 .517   
IMO4 .504   
IMO21  .773  
IMO22  .721  
IMO20   .712  
IMO19   .685  
IMO18   .621  
IMO29   .618  
IMO27   .529  
IMO30   .508  
IMO2   .507  
IMO37   .684 
IMO41   .680 
IMO32   .660 
IMO36   .644 
IMO34   .620 
IMO17   .535 
IMO35   .520 
    
Extraction Method: Principal Component Analysis.  
 Rotation Method: Varimax with Kaiser Normalization. 






Factor Analysis of Employee Organizational Commitment (EOC) 
 
KMO and Bartlett's Test 
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .862 
Bartlett's Test of Sphericity 






Total Variance Explained 
Component Initial Eigenvalues Extraction Sums of Squared 
Loadings 
Rotation Sums of Squared 
Loadings 












1 7.402 30.840 30.840 7.402 30.840 30.840 3.899 16.246 16.246 
2 1.852 7.717 38.557 1.852 7.717 38.557 3.586 14.943 31.188 
3 1.716 7.150 45.708 1.716 7.150 45.708 3.485 14.519 45.708 
4 1.342 5.593 51.300       
5 1.156 4.815 56.116       
6 1.025 4.273 60.388       
7 .856 3.567 63.955       
8 .843 3.511 67.466       
9 .800 3.332 70.798       
10 .781 3.254 74.052       
11 .752 3.132 77.184       
12 .699 2.910 80.095       
13 .588 2.452 82.546       
14 .548 2.285 84.831       
15 .519 2.162 86.993       
16 .489 2.036 89.030       
17 .465 1.938 90.968       
18 .395 1.647 92.615       
19 .362 1.509 94.124       
20 .343 1.429 95.552       
21 .299 1.247 96.799       
22 .279 1.162 97.961       
23 .261 1.089 99.050       
24 .228 .950 100.000       









1 2 3 
EOC11 .766   
EOC12 .719   
EOC10 .682   
EOC14 .618   
EOC9 .615   
EOC16 .565   
EOC19  .729  
EOC22  .685  
EOC23  .610  
EOC24  .585  
EOC20  .580  
EOC21  .545  
EOC18  .506  
EOC7   .762 
EOC8   .754 
EOC5   .644 
EOC3   .615 
EOC1   .550 
    
Extraction Method: Principal Component 
Analysis.  
 Rotation Method: Varimax with Kaiser 
Normalization. 







Factor Analysis of Employees’ Retention (RET) 
 
 
KMO and Bartlett's Test 
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .734 
Bartlett's Test of Sphericity 





Total Variance Explained 
Component Initial Eigenvalues Extraction Sums of Squared Loadings 
Total % of Variance Cumulative % Total % of Variance Cumulative % 
1 3.138 28.525 28.525 3.138 28.525 28.525 
2 2.449 22.260 50.785    
3 1.096 9.961 60.746    
4 .941 8.552 69.298    
5 .684 6.221 75.519    
6 .653 5.933 81.452    
7 .541 4.918 86.370    
8 .477 4.336 90.706    
9 .403 3.664 94.370    
10 .322 2.927 97.297    
11 .297 2.703 100.000    
























Reliability of Coefficient of Constructs 
 






Alpha Based on 
Standardized 
Items 
N of Items 
.820 .820 13 
 
Item-Total Statistics 
 Scale Mean if 
Item Deleted 
Scale Variance 








Alpha if Item 
Deleted 
IMO43 41.28 47.036 .673 .503 .790 
IMO31 41.62 45.842 .630 .447 .792 
IMO42 41.34 46.742 .688 .543 .789 
IMO3 41.66 47.607 .559 .396 .799 
IMO12 42.36 66.988 -.588 .425 .880 
IMO40 41.17 47.767 .648 .516 .793 
IMO14 41.70 49.743 .529 .419 .803 
IMO39 41.57 49.627 .531 .333 .802 
IMO33 41.18 48.821 .550 .427 .801 
IMO15 41.69 50.929 .452 .378 .808 
IMO23 41.38 48.063 .590 .398 .797 
IMO11 41.62 50.916 .458 .348 .808 
IMO4 41.55 51.041 .439 .279 .809 
 






Alpha Based on 
Standardized 
Items 
N of Items 






 Scale Mean if 
Item Deleted 
Scale Variance 








Alpha if Item 
Deleted 
IMO21 28.36 29.122 .645 .564 .851 
IMO22 28.36 29.084 .626 .527 .853 
IMO20 28.42 28.480 .677 .511 .848 
IMO19 28.29 28.345 .697 .566 .846 
IMO18 28.28 29.187 .583 .413 .857 
IMO29 28.10 29.647 .601 .406 .855 
IMO27 28.26 29.871 .559 .395 .859 
IMO30 28.37 30.397 .506 .316 .864 
IMO2 28.34 30.735 .527 .303 .861 
 






Alpha Based on 
Standardized 
Items 
N of Items 
.724 .713 7 
 
Item-Total Statistics 
 Scale Mean if 
Item Deleted 
Scale Variance 








Alpha if Item 
Deleted 
IMO37 17.96 17.743 .579 .465 .660 
IMO41 18.26 17.011 .530 .370 .666 
IMO32 18.11 16.597 .539 .373 .663 
IMO36 18.28 17.942 .486 .434 .679 
IMO34 18.26 17.299 .480 .310 .680 
IMO17 17.95 18.814 .409 .202 .698 
IMO15 17.79 22.772 .018 .023 .770 
 






Alpha Based on 
Standardized 
Items 
N of Items 









 Scale Mean if 
Item Deleted 
Scale Variance 








Alpha if Item 
Deleted 
EOC7 13.73 7.576 .594 .454 .723 
EOC8 13.77 7.447 .579 .463 .727 
EOC5 13.56 7.587 .579 .352 .727 
EOC3 13.57 7.750 .492 .255 .757 
EOC1 13.49 7.632 .516 .313 .749 
 






Alpha Based on 
Standardized 
Items 
N of Items 




 Scale Mean if 
Item Deleted 
Scale Variance 








Alpha if Item 
Deleted 
EOC11 17.40 14.338 .686 .508 .786 
EOC12 17.31 14.655 .670 .495 .790 
EOC10 17.32 15.026 .652 .451 .794 
EOC14 17.36 16.267 .559 .350 .813 
EOC9 17.26 15.978 .541 .341 .817 
EOC16 17.29 16.610 .512 .308 .822 
 






Alpha Based on 
Standardized 
Items 
N of Items 








 Scale Mean if 
Item Deleted 
Scale Variance 








Alpha if Item 
Deleted 
EOC19 19.94 16.172 .514 .304 .773 
EOC22 19.78 16.016 .533 .324 .769 
EOC23 19.63 16.571 .554 .369 .766 
EOC24 20.01 16.596 .409 .222 .795 
EOC20 19.67 15.988 .626 .460 .753 
EOC21 19.66 16.615 .533 .391 .770 
EOC18 19.63 16.531 .547 .377 .767 
 






Alpha Based on 
Standardized 
Items 
N of Items 




 Scale Mean if 
Item Deleted 
Scale Variance 








Alpha if Item 
Deleted 
RET2 23.80 19.316 .433 .394 .712 
RET3 23.78 19.477 .450 .366 .709 
RET4 23.83 19.704 .437 .437 .712 
RET5 24.08 18.889 .405 .453 .719 
RET6 23.94 18.347 .426 .495 .715 
RET8 23.74 20.156 .299 .276 .739 
RET9 23.63 19.002 .560 .416 .691 










 N Minimum Maximum Mean Std. Deviation 
IMIG 392 1.31 4.62 3.4623 .58539 
IMID 392 1.33 5.00 3.5385 .67263 
RTI 392 1.57 4.86 3.0146 .69731 
AFC 392 1.00 5.00 3.4061 .67074 
CC 392 1.00 5.00 3.4647 .77395 
NC 392 1.00 5.00 3.2930 .66289 
RET 392 1.00 5.00 3.3980 .61552 











 IMIG IMID RTI AFC CC NC RET 
IMIG 













Sig. (1-tailed)  .000 .025 .000 .000 .000 .000 















Sig. (1-tailed) .000  .000 .000 .000 .000 .000 















Sig. (1-tailed) .025 .000  .000 .014 .000 .000 















Sig. (1-tailed) .000 .000 .000  .000 .000 .000 















Sig. (1-tailed) .000 .000 .014 .000  .000 .000 















Sig. (1-tailed) .000 .000 .000 .000 .000  .000 















Sig. (1-tailed) .000 .000 .000 .000 .000 .000  
N 392 392 392 392 392 392 392 
**. Correlation is significant at the 0.01 level (1-tailed). 

















t Sig. Collinearity Statistics 
B Std. 
Error 
Beta Tolerance VIF 
1 
(Constant) 1.261 .204  6.175 .000   
IMIG .082 .061 .078 1.356 .176 .577 1.732 
DIIMID .219 .058 .240 3.814 .000 .486 2.058 
RTI .105 .044 .119 2.406 .017 .785 1.274 
AFC .158 .053 .172 2.971 .003 .571 1.751 
CC .046 .046 .058 1.002 .317 .566 1.768 
NC .018 .053 .019 .338 .735 .582 1.719 












 N Range Minimum Maximum Mean Std. 
Deviation 
Skewness Kurtosis 




RETENTION 392 4.00 1.00 5.00 3.3980 .61552 -.320 .123 1.106 .246 
Valid N 
(listwise) 










 Statistic Std. Error 
RETENTION 
Mean 3.3980 .03109 
95% Confidence Interval for 
Mean 
Lower Bound 3.3368  
Upper Bound 3.4591  
5% Trimmed Mean 3.4065  
Median 3.3750  
Variance .379  
Std. Deviation .61552  
Minimum 1.00  
Maximum 5.00  
Range 4.00  
Interquartile Range .75  
Skewness -.320 .123 




























 Appendix 15 
 




















 .231 .225 .54195 .231 38.787 3 388 .000 






Model Sum of Squares df Mean Square F Sig. 
1 
Regression 34.176 3 11.392 38.787 .000
b
 
Residual 113.961 388 .294   
Total 148.137 391    
a. Dependent Variable: RET 











t Sig. Collinearity Statistics 
B Std. Error Beta Tolerance VIF 
1 
(Constant) 1.473 .196  7.503 .000   
IMIG .130 .058 .123 2.244 .025 .658 1.519 
IMID .302 .053 .330 5.718 .000 .596 1.677 
RTI .136 .042 .154 3.249 .001 .886 1.129 









Regression Result of Internal Market Orientation Components on Employees’ 





















 .339 .334 .54755 .339 66.242 3 388 .000 






Model Sum of Squares df Mean Square F Sig. 
1 
Regression 59.579 3 19.860 66.242 .000
b
 
Residual 116.326 388 .300   
Total 175.905 391    
a. Dependent Variable: AFC 












t Sig. Collinearity Statistics 
B Std. Error Beta Tolerance VIF 
1 
(Constant) .906 .198  4.567 .000   
IMIG .153 .058 .134 2.626 .009 .658 1.519 
IMID .423 .053 .424 7.935 .000 .596 1.677 
RTI .157 .042 .163 3.721 .000 .886 1.129 








Regression Result of Internal Market Orientation Components on Employees’ 



















 .239 .234 .67755 .239 40.722 3 388 .000 





Model Sum of Squares df Mean Square F Sig. 
1 
Regression 56.084 3 18.695 40.722 .000
b
 
Residual 178.122 388 .459   
Total 234.206 391    
a. Dependent Variable: CC 











t Sig. Collinearity Statistics 
B Std. Error Beta Tolerance VIF 
1 
(Constant) 1.024 .245  4.174 .000   
IMIG .488 .072 .369 6.767 .000 .658 1.519 
IMID .192 .066 .167 2.905 .004 .596 1.677 
RTI .024 .052 .021 .456 .648 .886 1.129 








Regression Result of Internal Market Orientation Components on Employees’ 



















 .275 .269 .56670 .275 49.002 3 388 .000 






Model Sum of Squares df Mean Square F Sig. 
1 
Regression 47.210 3 15.737 49.002 .000
b
 
Residual 124.605 388 .321   
Total 171.816 391    
a. Dependent Variable: NC 












t Sig. Collinearity Statistics 
B Std. Error Beta Tolerance VIF 
1 
(Constant) 1.186 .205  5.781 .000   
IMIG .022 .060 .019 .361 .718 .658 1.519 
IMID .355 .055 .361 6.441 .000 .596 1.677 
RTI .257 .044 .270 5.876 .000 .886 1.129 

























 .190 .184 .55610 .190 30.344 3 388 .000 





Model Sum of Squares df Mean Square F Sig. 
1 
Regression 28.151 3 9.384 30.344 .000
b
 
Residual 119.986 388 .309   
Total 148.137 391    
a. Dependent Variable: RET 












t Sig. Collinearity Statistics 
B Std. Error Beta Tolerance VIF 
1 
(Constant) 1.826 .172  10.641 .000   
AFC .291 .050 .318 5.787 .000 .693 1.442 
CC .063 .045 .079 1.405 .161 .658 1.520 
NC .110 .051 .118 2.150 .032 .690 1.450 


















t Sig. Collinearity Statistics 
B Std. Error Beta Tolerance VIF 
1 
(Constant) 2.201 .177  12.465 .000   
IMIG .346 .050 .329 6.877 .000 1.000 1.000 











t Sig. Collinearity Statistics 
B Std. Error Beta Tolerance VIF 
1 
(Constant) 1.840 .187  9.829 .000   
IMIG .452 .053 .395 8.486 .000 1.000 1.000 










t Sig. Collinearity Statistics 
B Std. Error Beta Tolerance VIF 
1 
(Constant) 1.638 .187  8.768 .000   
IMIG .207 .052 .197 4.000 .000 .844 1.185 
AFC .306 .045 .333 6.764 .000 .844 1.185 



















t Sig. Collinearity Statistics 
B Std. Error Beta Tolerance VIF 
1 
(Constant) 1.940 .149  13.019 .000   
IMID .412 .041 .450 9.956 .000 1.000 1.000 












t Sig. Collinearity Statistics 
B Std. Error Beta Tolerance VIF 
1 
(Constant) 1.452 .151  9.589 .000   
IMID .552 .042 .554 13.134 .000 1.000 1.000 











t Sig. Collinearity Statistics 
B Std. Error Beta Tolerance VIF 
1 
(Constant) 1.629 .162  10.061 .000   
IMID .294 .049 .321 6.045 .000 .693 1.442 
AFC .214 .049 .234 4.403 .000 .693 1.442 


















t Sig. Collinearity Statistics 
B Std. Error Beta Tolerance VIF 
1 
(Constant) 2.675 .133  20.098 .000   
RTI .240 .043 .272 5.576 .000 1.000 1.000 












t Sig. Collinearity Statistics 
B Std. Error Beta Tolerance VIF 
1 
(Constant) 2.500 .143  17.463 .000   
RTI .301 .046 .313 6.499 .000 1.000 1.000 










t Sig. Collinearity Statistics 
B Std. Error Beta Tolerance VIF 
1 
(Constant) 1.845 .166  
11.10
4 
.000   
RTI .140 .042 .159 3.306 .001 .902 1.108 
AFC .332 .044 .362 7.538 .000 .902 1.108 

















t Sig. Collinearity Statistics 
B Std. Error Beta Tolerance VIF 
1 
(Constant) 1.940 .149  13.019 .000   
IMID .412 .041 .450 9.956 .000 1.000 1.000 











t Sig. Collinearity Statistics 
B Std. Error Beta Tolerance VIF 
1 
(Constant) 1.695 .160  10.608 .000   
IMID .452 .044 .458 10.184 .000 1.000 1.000 











t Sig. Collinearity Statistics 
B Std. Error Beta Tolerance VIF 
1 
(Constant) 1.746 .168  10.386 .000   
IMID .360 .046 .394 7.785 .000 .790 1.266 
NC .115 .047 .124 2.444 .015 .790 1.266 



















t Sig. Collinearity Statistics 
B Std. Error Beta Tolerance VIF 
1 
(Constant) 2.675 .133  20.098 .000   
RTI .240 .043 .272 5.576 .000 1.000 1.000 











t Sig. Collinearity Statistics 
B Std. Error Beta Tolerance VIF 
1 
(Constant) 2.182 .137  15.896 .000   
RTI .368 .044 .388 8.302 .000 1.000 1.000 












t Sig. Collinearity Statistics 
B Std. Error Beta Tolerance VIF 
1 
(Constant) 2.201 .167  13.203 .000   
RTI .160 .046 .181 3.512 .000 .850 1.177 
NC .217 .048 .234 4.531 .000 .850 1.177 
a. Dependent Variable: RET 
 
 
 
